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CUSTOMER SERVICE POLICY 

The purpose of tltis policy is to document a common starting point for the execution of standard 
customer service behaviors in fairly standard situations. When standard situations do not exist, 
this procedure is intended to serve as a basis for the organization to creatively invent solutions 
through customer service empowerment. 

HISTORYIV ALUE OF OUR CUSTOMER SERVICE PROGRAM. 
Considering the length of time we have been providing this high level of service, the use of the 
term "customer" is a fairly recent addition to our vocabulary. Traditionally, we have called the 
people who we take care of, "patient" or "victim". These traditional terms are limiting and are 
not indicative of the diverse nature of our business, or the high level of service and concern that 
members of our department demonstrate to the community. 

Definitions 
Webster's New World Dictionary defines the term "customer" both formally and informally. 
"Customer" is formally defined as "one who buys goods or services," and is informally defined 
as "any person with whom one has dealings." Our organization is adopting an informal approach, 
keeping our organizational vocabulary simple and informal. The Fire Department no longer 
limits its organizational definition of the term "customer" to only its formal interpretation. Our 
definition will include: any person we have dealt with, any person we are dealing with and any 
person we may deal with in the future. Examples of this expanded definition of our "customers" 
include: 

• The actual service recipient. 
• Anyone who knows or is closely related to the service recipient (e.g., family, friends, 

neighbors, pets, etc.). 
• The people we encounter, directly and indirectly, during our workday (e.g. , members of 

agencies we routinely do business with, residents/vacationers who visit our work place, 
who see us during our work day, or we pass on the road.). 

These people are an integral part of our workday. We want to treat them in a positive way and 
include them in our customer service action plan. Every interaction with our "customers" is an 
opportunity to solve their problem and leave an impression that we are proud of. 
It's the Chatham Fire Department's mission and number one priority to deliver the best customer 
service possible. "Customer service" is generally defined as "the ability of an organization to 
consistently give their customers what they want." It is the goal of the Chatham Fire Department 
to go beyond traditional customer service and provide exceptional custome.· service; where we 
exceed our customer's expectations. "Exceptional customer service is the result of an explicit, 
deliberate, long term, planned out, acted out, and refined organizational approach to service 
delivery. It requires a personal and organizational commitment, as well as organizational support 
and leadership. 
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